The Use Of Social Media In Marketing: Case Study In Thai Enterprises by Ongksirimemongkol, Paradee
Association for Information Systems 
AIS Electronic Library (AISeL) 
ICEB 2011 Proceedings International Conference on Electronic Business (ICEB) 
Winter 12-2-2011 
The Use Of Social Media In Marketing: Case Study In Thai 
Enterprises 
Paradee Ongksirimemongkol 
Follow this and additional works at: https://aisel.aisnet.org/iceb2011 
This material is brought to you by the International Conference on Electronic Business (ICEB) at AIS Electronic 
Library (AISeL). It has been accepted for inclusion in ICEB 2011 Proceedings by an authorized administrator of AIS 
Electronic Library (AISeL). For more information, please contact elibrary@aisnet.org. 
Paradee Ongksirimemongkol 
 
The 11th International Conference on Electronic Business, Bangkok, Thailand, Nov. 29 – Dec. 2, 2011. 
 
THE USE OF SOCIAL MEDIA IN MARKETING:  
CASE STUDY IN THAI ENTERPRISES 





The change in the behavior of media consumption 
and upward trend of social media users and time 
spent on social media websites locally and globally. 
These lead to a phenomenon of utilizing social 
media marketing as one of the most important 
aspects for marketing communication with the target 
market. This paper studies three organizations in 
Thailand that are well-respected and successfully 
utilize social media. Then, The author present a 
framework for implementing social media as one of 
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INTRODUCTION 
 
The number of visitors on Facebook and Twitters 
has been on the rise [1] as well as the large number 
of viewers in YouTube [2]. Entrepreneur and 
organization recognize the opportunity to use those 
websites to reach their target markets at a much 
lower cost than the mass media marketing [3] [4]. 
These lead to a phenomenon of utilizing social 
media marketing as one of the most important 
aspects for marketing communication with the target 
markets [3] as more than 60% of Thai firms under 
the SET50 are utilizing at least one of the social 
media tools. However, when we look at the number 
of members in Facebook or Twitter, but found that 
less than 10% of the firms could achieve a high level 
of website membership [5]. The statistics show that 
many Thai firms do not understand the mechanism 
of this kind of media and are struggling on the 
implementation of social media to achieve their 
marketing communication objective. Nevertheless, 
there are many Thai firms who are well-respected 
and successfully utilize social media [6]. 
 
It is a great opportunity to study those organizations 
to be the case study for other organizations who 
been through the trials and errors and those who are 
looking for ways to utilize social media. The 
purpose of this study is to understand how certain 
Thai organizations successfully adopt social media 
as one of their powerful marketing channels 
including their step, process and the marketing 
strategy. The author limits the scope of the research 
to three social media tools, which are Facebook, 
Twitter and YouTube. The author selected these 
three websites as they are most popular and most 
successfully utilized in marketing communication by 
local and international firms. 
LITERATURE REVIEW 
 
Social Media is the use of web-based and mobile 
technologies to turn communication into an 
interactive dialogue. It facilitates and encourages the 
interaction or 2-ways communication which is a 
unique characteristic of web 2.0. This creates an 
online community where content, knowledge, 
opinion are shared [7] [8] [9] [10]. 
 
There are various types of social media; however, 
based on the scope of the research, only Facebook, 
Twitter and YouTube will be discussed.    
 
Facebook is the most popular social media [11]. As 
at the end of 2010, it reached more than 590 million 
internet users [12]. Majority of the members are 
target market of most of organization e.g. adult and 
working age [7] [13]. Business firm usually select 
Facebook to build customer relationship because it is 
a lower cost channel as compared to other channels 
[13] [14] [15] [16]. Twitter‟s characteristic is micro-
blogging which limits the number of character for 
each message at the maximum of 140 characters, 
this result in the positive aspect of twitter in 
communicating the short and concise message to 
reach the customer quickly [13] [17]. YouTube is the 
best website to share video [18] as there are many 
visitors worldwide and the number of visitors is on a 
rising trend. Currently, more than 100 million people 
visit the website every day [19]. Besides, no 
monetary cost incurred in order to upload the video 
[18] [20] [21]. Nevertheless, business firm still need 
to integrate various channels, they cannot rely on 
only one website to achieve the marketing goals. 
[22]       
 
The author selects 6 steps to design an interactive 
social media strategy [23] as the conceptual model 
for this study. This conceptual model has just 
developed in 2010, so it never has been used in past 







1. Define the target group and determine  
     the position in the industry. 
2. Find the target group online and listen to  
     their voice. 
3. Set up goals of social media strategy. 
4. Choose appropriate social media tools. 
5. Develop a content strategy. 
6. Measure the return of social media  
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The relevant idea and theory of the conceptual 
model are as follows:- 
 
Target group 
Target group is the highest potential market 
segmentation [24] which business aims its marketing 
efforts to encourage sales [25]. It should define 




Brand positioning indicates goods and services, 
target group and distinctive value [26]. It sets the 
track of marketing activities–what the brand should 
and should not do with its marketing [27]. 
 
Online Target Group 
It is not always the case that overall behavior and 
preference of the target group are the same as the 
online target group. Marketer should carefully 
conduct a research to identify who are the online 
target group, what are their behaviors, what are the 
websites they usually share idea and opinion and 
what are the topics [28]. 
 
Social Media Strategy Goals  
Goals must specify the expected result of the 
strategy [29] for example: improving customer 
relationships, building brand awareness, inducing 
product trial [11]. 
 
Selecting the Appropriate Social Media Tools 
Business should consider which social media tools 
best fit in with the goals of the strategy for example: 
social media is appropriate to build customer 
community, manage crisis situation, get feedback 
from customers, launch product promotion, and 
encourage sales etc [13]. 
 
Content  
Content is contextualized data [30]. It includes the 
text, graphics, video, audio, link, program, e-mail, 
icons, logos [31] [32] [33]. 
 
Content Strategy  
Content strategy is the practice of planning for 
content creation, delivery, and governance [31]. 
Business should consider what content is valuable to 
your target group, where to publish it and why [34]. 
Moreover, communicate regularly and consistently, 
variety and fresh content would attract attention 
and encourages readers to share it with their 
social networks [35]. 
 
Social Media Strategy Measurement 
Measurement tools and metrics should align with the 
goals and the strategy [8] [29] [36]. Business should 
measure both qualitative and quantitative 
dimensions but separate them from each other. [37]. 
 
Based on the review of the articles, 26 questions 
have been raised which can be summarized in 3 
major significant issues:- 
1. Does the organization follow the same process as 
in the model? 
2. Does the organization have other process beyond 
the 6 processes as above to implement the social 
media marketing? 
3. What is the strength of each process that makes 
the social media marketing successful? 
MOTHODOLOGY 
 
Based on the characteristic of research - question 
and major issues which need to find the answer – 
qualitative research on case study is the most 
appropriate method [38]. Purposive sampling 
technique has been used [39] and 3 organizations 
have been selected. They are (1) GMM Tai Hub Co. 
Ltd. (“GTH”) (2) Kasikorn Bank Plc. (“Kbank”) and 
(3) Tourism Authority of Thailand. (“TAT”) 
 
These 3 entities are among the top 20 Thai firms 
with the highest Facebook fan page in 2010 [6]. The 
ranking shows the potential of the 3 entities in 
implementing popular social media like Facebook to 
successfully reach their target groups. When 
consider each of the 3 entities, we found that each 
firm use social media in a very fascinating way to 
attract and communicate with their customers. The 
use of social media marketing is one factor affecting 
the success of marketing strategy for each selected 
organizations. 
GTH: Operating result increase from the rising 
trend of revenue from movies. Movies launched are 
the top highest income earning movies during 2009-
2010 [40].  
Kbank: Customer satisfaction increase 
progressively and Kbank is the leader of e-banking 
service in Thailand [41]. 
TAT: Receive PATA Gold Awards 2011 in 
Marketing – Primary Government Destination from 
“Amazing Thailand Social Networking” project. 
TAT also displays an impressive image for Thai 
tourism as a reliable and safe place for tourists [42]. 
 
Semi-structured interview has been conducted and 
secondary data from reliable source e.g. the firms‟ 
official websites, news, publications etc. The data is 
then analyzed in 2 methods (1) within-case analysis 
(2) cross-case analysis. The analysis presents the 
similarity and difference in the process and step in 
implementing social media of each company in the 




The analysis in both within-case analysis and cross-
case analysis are divided in 3 parts as follow (1) 
general information of social media adoption 
analysis (2) implementation processes of social 
media marketing analysis (3) current operation and 
future plan analysis.  
 
The concise details of within-case analysis are 
explained in table no.1. 
 
The author brought those data in table no. 1 to 
analyze in cross-case. A summary of cross-case 
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Table 1: Within-case analysis  
 GTH KBank TAT 
Part 1: General information of social media adoption analysis 
Personnel in charge of Social 
Media 
New Media and Online Business team consist of 5 people. 
Only 2 of them review the content and directly contact the 
target customer.  
Consumer Segment  Management Department: KBank Live Internal team consist of 7 people and outsource team  





(end of 2009-2011) 
3 years 
(2009-2011) 
Part 2: Implementation processes of social media marketing analysis  
2.1 Define the target group and determine the position in the industry. 
Target Group  People living in the city area, junior high school to 
adult who have access to the internet 
 Use social media as part of daily life 
 People living in the city area, age 18-35 years 
 Accept online communication 
 Local and foreign tourists 
 Use social media as travel search tool 
Brand Positioning  To make a fun movie with high production quality and 
worthwhile 
 Leader in technology and innovation that support 
banking business 
 Different between local and foreigner 
- Local - 2011: New way to travel, sustainable Thailand 
- Foreigner - 2011: Amazing Thailand Always Amazes 
You 
2.2 Find the target group online and listen to their voice. 
Channel to reach and attract the 
online target group  
 Word of mouth 
 Events and souvenir from movie 
 Informal communication 
 Events and online games which focus on member get 
member and high value awards 
 Content which is easy to understand 
 Communicating the social media channel through online 
and offline media 
 Create personification  “ Sukjai”, casual and reachable 
 Consistent on the events 
2.3 Set up goals of social media strategy. 
Social media goals  Recognition of new movie  
 Stimulate decision making on the movie 
 Target customers suggest their friends to watch the 
movie  
 Create brand awareness 
 Build customer relationship 
 Boosting sales 
 Improving channel relationships 
 Maintain and build positive image of Thailand  
 Public relation and build customer relationship  
 Crisis management. 
 Strengthen entrepreneur competitiveness. 
2.4 Choose appropriate social media tools. 
Selected social media tools Start with YouTube as it matches with the characteristic of 
the product. The goal is for the target customer to view 
the movie trailer. Then follow by hi5, Facebook and 
Twitter. 
At first, build online community through Facebook and 
Twitter. Follow by YouTube and Foursquare to facilitate the 
searching of branch location by the target customer  
Start with YouTube, TripAdvisor, TripReviews, Flickr, 
Wikipedia, Wikitravel then follow by Facebook and Twitter. 
Objectives of each tools selected.  Official site: Content storage center. 
 Facebook: Build customer relationship and brand 
loyalty. 
 Twitter: communicate hot news 
 YouTube: Launch movies trailer. 
 Official site: Promote activities, increase brand 
awareness, new product and service. 
 Facebook: Increase brand awareness, build customer 
relationship and get off customer insight. 
 Twitter: Promote activities, build customer relationship 
and increase brand awareness. 
 YouTube: Promote activities, goods and service, and 
increase brand awareness.  
 Official site: Report news and promote activities. 
 Facebook: events and update on discussion and interact 
with tourists. 
 Twitter: communicate hot news 
 YouTube: Launch Thailand tourism TVC. 
2.5 Develop a content strategy. 
Content Strategy  Newly launch period 
- To release movie trailer  
- To repeat the message of the release date  
- To stimulate word of mouth 
 To present content e.g. privileges and promotion and 
other content e.g. health, travel and etc. 
 To present useful information on traveling e.g. food, 
hotel, weather in Thailand.  
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Table 1: Within-case analysis (Continue) 
 GTH KBank TAT 
2.5 Develop a content strategy. (Continue) 
Content Strategy - To look at the comments 
 No new movie period 
- Chit-chat and events on old movie to build good 
relationship and brand loyalty  
  To discuss on social or political issue 
 To post not less than 3 comments per day 
Content Measurement Measure the success of the content in qualitative basis. 
Look at the overall response from the firm‟s online 
community and external online community.  
Not specify Measure the success of the content in quantitative basis.  
Impression, Interact, Retweet etc. 
2.6 Measure the return of social media strategy. 
Measurement Method Measure the success of social media on the qualitative 
basis as there is no quantitative goal. Focus on overall 
achievement, target group satisfaction and quality 
production (not the number of products). 
Measure the success of social media on the quantitative 
basis by the use of statistics of each tool e.g. number of fan 
pages, followers, viewers, page views, comments, event 
attendee etc. 
Measure the success of social media on the quantitative 
basis to align with the quantitative goal by the use of 
statistics of each tool e.g. number of fan pages, followers, 
viewers, page views etc. 
Benefits from Social Media  Good relationship with target customer 
 Listen to your customers‟ opinion and enhance the 
product to better meet their needs. 
 Build business partnership  
 Increase the number of movie seer 
 Establish and raise brand awareness among the online 
target group  
 Strengthen online community  
 Build business partnership  
 Increase revenue from sales and services  
 Convenience to communicate the news and PR the event  
 Suitable for crisis management  
 Cash flow to community and entrepreneur  
 Aware of tourists‟ behavior and their interests very 
quickly 
Revenue from Social Media  Cannot specify the direct impact of social media on the 
increase in revenue 
 Less than 10% increase in revenue  from the use of 
Social Media  
 Cannot specify the direct impact of social media on the 
increase in revenue 
Budget and rationale to adjust the 
budget for Social Media  
 Increase budget on social media as the success is 
obviously recognized and to recruit more personnel to 
support the online production and the expanding online 
community. 
 Reduce the budget on social media as the firm has 
invested a large amount of money at the beginning of the 
project. The personnel have become more expertise and 
can manage the budget well.  
 Increase the budget on social media in order to expand 
communication channel to reach and support the event 
and award to the target groups.  
Additional Implementation Process Not specify  Set strategy 
 Prepare the resource 
Not specify 
Part 3  Current operation and future plan analysis 
Supporting Factors  High quality product and service in the eyes of target 
market  
 Organization policy, management support on Social 
Media 
 Organization culture which open to new idea can 
facilitate the operation 
 Understanding of target groups‟ behavior and needs. 
 Organization policy, management support on social 
media 
 Understanding of target groups‟ behavior and needs. 
 Strong policy, involvement and support by everyone in 
the firm 
 Modern organization culture facilitate the operation 
 Integration of online and offline 
Future Plan 
 
 Study on new communication technology e.g. mobile 
phone applications, cable TV etc. 
 Follow up on the behavior and trend of the target 
customer. Study, analyze and implement new 
communication technology especially on the 
development of mobile applications. 
 Follow up on new communication technology and 
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Table no.2: Cross-case analysis 
Similarity Difference 
Part 1: General information of social media adoption analysis 
The similarity and difference in fundamental operation of social media marketing of the selected cases. 
 Personnel in-charge of social media marketing. 
 Understanding and expertise in social media. 
 Consistent brand identity and brand image. 
 
 KBank: Start to use social media later than the other 2 
organizations. 
 Learn from other firms‟ success stories. 
 May lead to non-creative activities. 
 TAT: Collaboration with external agents. 
 May lead to uncontrolled management and 
losing brand identity. 
         : Encourage the use of social media within the firm. 
 Reduce effectiveness of personal responsibility. 
Part2: Implementation processes of social media marketing analysis 
2.1 Define target group and determine the position in the industry.  
 Define target group clearly and align with their brand 
positioning. 
 Crucial for developing social media strategy. 
 Target group treats social media as an important mean of 
communication. 
 Social media is an appropriate marketing 
communication tool. 
 Impressive marketing result. 
 TAT: Define local brand positioning and international brand 
positioning separately. 
 Reach the need of each target group. 
         : Variety of target group 
 Reach all the target group by using English as 
the universal language in social media 
marketing. 
 
2.2 Find the target group online and listen to their voice.  
 2 approach to attract online target group.  
 Progressive online activities, creating game online 
application, and giving reward that meet the need and 
behavior of the target group. 
 Interesting content style and informal conversation. 
 Word of mouth increases community awareness, fan 
pages and followers. 
 GTH: Concerns about target group satisfaction. 
 Important for building CRM and CEM. 
 Target group is loyal to the brand. 
 TAT: Communicate the social media tools through online 
and   
              offline media. 
         : Create a personification as a communication 
representative. 
2.3 Set up goals of social media strategy.  
 Selected cases develop and realize the goals of social media strategy clearly.  
 They develop the goals of social media strategy based on  
 Tools performance: speed of spreading the messages, 2-ways communication. 
 Nature of business. 
 Target group behavior and need. 
2.4 Choose appropriate social media tools.  
Selecting appropriate social media tools considerations are: 
 Tools performance fit in with nature of business. 
 Target group‟s behavior, life style and interests. 
 Adopt 4 major social media tools. 
 Official website, Facebook, Twitter, YouTube. 
 Create an official website as a content storage center and 
supporting network. 
 Easier to connect to social media. 
 Set up specific objectives for each social media tools 
 Clear goal and guideline for personnel.  
 KBank and TAT adopt other tools beyond 4 major tools to 
suit different target group. 
 
2.5 Develop a content strategy. 
 KBank and TAT content style: Emphasize its products or 
services and support other issue that attract target group. 
 Informal conversation and the right language selection to 
target group. 
 Open communication and feedback from target group. 
 Build good relationship with target group.  
 GTH content style: Emphasize its products on conversations 
and activities. 
 KBank: Create discussion board to get feedback. 
 
GTH and TAT measure the effectiveness of their content strategy. However, the assessment methods are different.  
 GTH: Qualitative 
 TAT: Quantitative 
 This is a result of the differences in vision, culture and goal.  
2.6 Measure the return of social media strategy. (1 Measurement Method) 
 KBank and TAT: Quantitative measurement. 
 Align with quantitative goals. 
 Match with well-defined management system. 
 GTH: Qualitative measurement. 
 Emphasize on quality of performance. 
 Match with a more relax management style and vision. 
Measurement style considerations: 
 Style of goals 
 Management culture 
2.6 Measure the return of social media strategy. (2 Benefits)  
 Direct benefits from social media adoption are: 
 Establish a brand and raise awareness. Message reaches target market quickly. 
 Listen, communicate and get feedback from target group directly and quickly. 
 Indirect benefits from social media adoption: 
 Bring wide attention to your product. 
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Table no.2: Cross-case analysis (Continue) 
Similarity Difference 
2.6 Measure the return of social media strategy. (Continue 2 Benefits) 
 Good brand image and relationship with target group. 
 Stronger online communities and increasing members. 
 Increasing business partners. 
 GTH and TAT: Cannot measure the quantitative impact of   
                            social media marketing to its earnings. 
            : Plan to progressively increase the budget 
for  
                           social media marketing. 
KBank: Can measure the quantitative impact of social media  
              marketing to its earnings. 
           : Plan to reduce the budget for social media marketing. 
2.6 Measure the return of social media strategy. (3 Implementation Process)  
 Selected cases implement all the 6 processes of the model. 
 Selected cases suggest additional processes and considerations of social media adoption: 
 High quality product/service in the eye of target market. 
 Develop social media strategy clearly. 
 Estimate and plan resource. 
 Everyone in the firm recognize social media marketing as an important tool. Give support and cooperation. 
 Integrate online and offline media. 
Part 3: Current operation and future plan analysis  
The similarity and difference in the current operation. 
 Factors for social media adoption: 
 Strong policy. 
 Support by everyone in the firm. 
 Organization culture. 
 Realize target group behavior and need. 
 Barriers for social media adoption (KBank‟s opinion): 
 Lack of understanding in the potential return on investment. 
 Legal/HR risks. 
The similarity and difference of the future plan and vision towards social media marketing of the selected cases.  
 Selected cases recognize the importance, benefits and potential of social media.  
 Selected cases always study the trends, the changes of the target group‟s behavior and new communication technology 
appropriate to their organizations.  
 Ready to cope with the changes in the future. 
 Selected cases agree on the high potential of mobile applications. 
 Such services can help improve the effectiveness of social media marketing in reaching the target group.  
 The target group can also get the access to the firms‟ social media very easily and quickly.  
 As a result, the selected firms have planned to develop mobile applications along with the use of social media marketing. 
 
The above analysis answers three research questions 
as follows:- 
1. Selected cases implement all the 6 processes of 
the model.  
2. Selected cases have 2 major and 1 minor 
additional processes beyond the 6 steps to 
implement social media marketing.  
Added 2 major processes: 
 Estimate and plan resource. 
In every project, resources such as budget, 
personnel, technology and etc. are important [44]  
[45] to carry out the task smoothly and achieve the 
goal. The firm need to estimate and prepare the 
resources after the strategy has been set but before 
starting the operation [46] [47] to ensure sufficient 
and appropriate resources are allocated to follow the 
plan [48].  
Based on the above mentioned, resources estimation 
and preparation is added as the third process which 
follow the strategy and goal setting process but 
before the process of selecting the right channel/tool 
of social media.  
 Monitor the result and impact of the changes of 
internal and external factors. 
Even though the company receives a satisfied result; 
they need to follow up with the operation to 
improve, develop and update itself. In addition, a 
company should study the trend of changes in the 
internal factors e.g. policy, budget, personnel and 
external factors e.g. communication technology and 
consumer behavior and popularity [48] [49] [50] 
[51] to be proactive to the deal with the changes in 
the future. 
Added 1 minor process 
 Set up social media strategy .  
This is very important as strategy is the guideline for 
the firm to reach its goal [52] and to satisfy 
customers‟ needs [53]. 
3. Selected cases find their online target group and 
listen to their voice after developing content 
strategy. As the firm is quite certain that the target 
group frequently use social media, the firm then 
decide to use such tool in marketing communication 
which is different from the review of international 
articles as explained by Evan, 2010, it is not always 
the case that target customers has the same behavior 
or the same overall information as the online target 
group. Marketer should spend time to research and 
study who are the online target group, what are their 
behaviors, the websites they visit and share idea and 
what are the topics discussed. Moreover, the firms 
do not focus on the searching of online target group 
but emphasis on attracting the target group to visit 
the firm‟s online community by communication on 
the existence of various online communities, content 
selection, activities and rewards and the word of 
mouth.  
 
The confidence that Thai organization have towards 
the customers‟ behavior in the social media and the 
strategy that focus more on attracting than searching 
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Thai who have access to the internet which is only 
18.3% of Thai population. This considered to be 
relatively small comparing to other countries e.g. 
78.3% for North America, 65% in Germany, 99.2% 
in Japan etc. [54]. In addition, the highest 
concentration of the group, which is 36% of them, 
resides in Bangkok and its outskirt [55]. This leads 
to a quite similarity in term of the popular social 
media websites visited by the majority of Thai 
population. Most of the popular websites in Thailand 
are those well-known international websites and 
there is no obvious distinction in each city like in 
other countries. At initial stage, Thai start to use hi5 
then Facebook increasingly become more popular 
[56]. From the survey, Bangkok is top 5 (with 7.4 
million people) in the list of city widely subscribed 
to Facebook [57]. Facebook is also the number one 
social media channel used by Thai people at 75.8% 
[58]. Moreover, the selected organizations have 
studied and tested social media in many websites. 
When the target customer or the trends are towards 
whichever social media websites, the firms can 
immediately use that particular websites as a 
marketing tool [59] [60]. 
 
Based on the above reasons, the “searching” process 
should change to “attracting” process and move the 
attracting online target group process subsequent to 
content strategy setting. 
CONCLUSION 
 
From the analysis and reasons mentioned above, we 
can summarize into 8 processes model to implement 
social media in marketing communication with 
target group for organization in Thailand as in the 
below diagram no.1 
 
The author can summarize detail in each step of the 
operation which affects the success of social media 
in each selected organizations. However, based on 
the cross-case analysis, we found similarity and 
difference. For those similarities, organizations 
should consider to implement in their social media 
operation. For the differences, organizations should 
consider whether they are suitable for the context of 
the organization. The details of the operation in each 
step are set out as below: 
 
1. Define target group and brand positioning. 
 Organization should define the target group 
clearly, realize their behavior and understand 
their need. 
 Organization should make sure that target group 
treats social media as an important mean of 
communication. 
 Organization should make sure that target group 
aligns with Brand Positioning. 
2. Set up social media strategy and goals. 
 Organization should set up strategies and goals 
clearly, concrete and align with each other. 
 Organization should set up goals of social media 
strategy based on tools performance, nature of 
business and target group behavior. 
3. Estimate and plan resource. 
 Organization should have personnel in-charge of 
social media marketing. 
 Organization may consider of collaboration with 
external agents. 
 Organization may consider of encouragement the 
use of social media within the firm. 
 Organization should support and allocate 
resource continuously. 
 Organization should allocate resource based on 
past result and future goals.  
4. Selecting the right social media tools. 
 Organization should make sure that selected 
social media tools are suitable for nature of 
business and fit to target group behavior. 
 Organization should make sure that selected 
tools align with the strategy to achieve the goals. 
 Organization should create an official website as 
a content storage center and supporting network.  
 Organization should set up specific objectives 
for each selected social media tools. 
5. Develop a content strategy. 
 Organization should develop a content strategy 
based on target group behavior, need and 
satisfaction. 
 Organization may consider of emphasizing the 
content of products or services only or to support 
other issues that attract the target group. 
 Organization should create an informal 
conversation and using language that easy to 
understand by the target group. 
 Organization may consider of creating a 
personification as a communication 
representative. 
6. Attract and getting feedback from the online target 
group. 
 Organization may consider of communicating 
the social media channel through online and 
offline media. 
 Organization should create online activities 
progressively and meet the need and behavior of 
the target market. 
 Organization should get the feedback from target 
group and improve the operation.  
7. Assess social media implementation. 
 Organization should choose assessment method 
that aligns with the goals. 
 Organization may consider of both qualitative 
and quantitative assessment.  
8. Monitor the result and impact of the changes of 
internal and external factors. 
 Organization should improve daily 
implementation regularly based on the past 
errors. 
 Organization should review the resource 
allocation and changes of the policy within the 
firm. 
 Organization should update on the new 
communication technology. 
 Organization should research on the trends and 
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Diagram no.1: 8 processes model to implement social media in marketing communication with target group for 
organization in Thailand. 
 
Nevertheless, based on the data collected from the 
selected firms, cross-case analysis and additional 
review of the articles, I found 3 additional 
considerations that help the firms to successfully 
implementing social media to achieve their 
marketing communication with their target groups 
as follow:- 
 Strategy and implementation alignment. 
The alignment of target group, brand market 
position, strategy, goal, resource, tools selection, 
content strategy, operation and assessment play an 
important role for the achievement [44] as they can 
create a synergy and efficiency in the overall 
operation [44] [61] which help the organization to 
adapt itself to reach the goal [62] and the return on 
the investment [63].  
 High quality product and service in the eyes of 
target group. 
As the ultimate goal of marketing communication 
is to market the product and service, the 
communication of high quality product and service 
when the quality of product and service are in 
contrast would result in a negative image [59].  A 
good quality product and service is a very crucial 
fundamental factor for the marketing 
communication to target groups. 
 Strong policy, involvement and support by 
everyone in the organization. 
Strong policy, involvement and support by 
everyone in the firm will facilitate the overall 
operation of social media marketing [59] [60]. 
However, own tasks, responsibility and efficiency 
should not be sacrificed to support the social 
media marketing. 
LIMITATION AND FUTURE STUDY 
 
During the research process, the researcher came 
across 2 problem and limitations which are (1) 
limitation on data collection and (2) limitation on 
the characteristics of the research. The details are 
as follows:- 
 
Limitation on data collection 
 As the interviewees are personnel at high level 
e.g. managerial level or the director level with 
high responsibility, they have limited time for 
the interview and were not well-prepared or had 
the support information for the questions. This 
can lead to the information received from the 
interview may be just a primary data or personal 
opinion than the in-depth information from the 
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secondary data e.g. organizations‟ newsletter etc. 
which are reliable source to analyze the data. 
 As certain selected organizations have strict 
policy on disclosure of information and 
restriction on the disclosure of strategy, the 
researcher receive data up to certain level and do 
not have access to the complete in-depth 
information. 
 
Limitation characteristics of the research  
 As the research is conducted on big 
organizations, certain conclusions might not be 
appropriate for smaller firms. 
ACKNOWLEDGEMENT 
 
I would like to extend my sincere thanks to Dr. 
Peter Ractham and Dr. Laddawan Kaewkitipong, 
for their guidance, advice in this study, kindness 
and a chance for me to be in this conference, TBS, 
IBMP program for their support and my thanks 
and appreciation to my family for their kind co-
operation and encouragement. 
REFERENCES 
 
[1] Funtalk. Social Media in the World of 
Investment. (July 13, 2010); http://fundmanager 
talk.com/social-media-investment-world/. 
[2] Website-monitoring. Infographic: Twitter 
Statistics, Facts & Figures. (May 12, 2010); 
 http://www.digitalbuzzblog.com/infographic-
twitter-statistics-facts-figures/ 
[3] Chainirun, P .Social Media Marketing, SE-
EDUCATION Public Co., Ltd, Bangkok, 2010. 
[4] Lizarraga, I. Reasons to use social media 




[5] MarketingOops. SET50 Social Media 
Adoption. (December 19, 2010); http://www. 
marketingoops.com/reports/research/set- 50/  
[6] @Tukko. ThailandTop 20 Facebook Fan Page. 
(April 1, 2010); http://www.marketing oops.com/ 
reports/metrix/top-20-facebook-fan-page-thai/ 
[7] Safko, L., & Brake, D. The Social Media Bible: 
Tactics, Tools & Strategies for Business Success, 
John Wiley & Sons, Inc., Hoboken, New Jersey. 
2009. 
[8] Weber, L. Marketing to the Social Web: How 
Digital Customer Communities Build Your 
Business, Hoboken, New Jersey: Wiley & Sons, 
Inc, 2009. 
[9] Coleman,  A. L. Glossary of Online Marketing 
Terms. (2010); http://www.online matters.com/ 
glossary.htm 
[10] Xiang, Z. & Gretzel, U. “Role of Social 
Media in Online Travel Information Search,” 
Tourism Management, 2010, 31, 179-188. 
[11] Weber, L. Marketing to the Social Web: How 
Digital Customer Communities Build Your 
Business, New Jersey: John Wiley & Sons. 2007. 
[12] Socialbakers. Facebook Statistics by country. 
(December, 2010); http://www.social bakers.com/ 
facebook-statistics/ 
[13] Gillin, P. Secrets of Social Media Marketing: 
How to Use Online Conversations and Customer 
Communities to Turbo-Change Your Business!, 
California: Quill Driver Books, 2008. 
[14] Percival, S. MySpace Marketing: Creating a 
Social Network to Boom Your Business, 
Indianopolis, Indiana: Que Publishing, 2008. 
[15] Holzner, S. Facebook marketing: leverage 
social media to grow your business, Indianopolis, 
Indiana: Que Publishing, 2009. 
[16] Newson, A., Houghton, D., & Patten, J. 
Blogging and Other Social Media: Exploiting the 
technology and protecting the enterprise, 
Farnham, UK: Gower Publishing Limited, 2008. 
[17] Searchmobilecomputing. Microblogging. 
(2007,July); http://searchmobilecomputing. tech 
target.com/definition/microblogging 
[18] PP, R. 15 Secrets For Successful YouTube 
Marketing. (May, 2010); http://techpp.com/author 
PP/   
[19] Quancast. YouTube.com. (February, 2011); 
http://www.quantcast.com/Youtube.com 
[20] Miller, M. YouTube for Business Online Video 
Marketing for Any Business, New Jersey: Pearson 
Education Inc, 2009. 
[21] Lacroix, L. Why YouTube Is So Popular. 
(2010, October); http://youtubestrategy.org/?p=1 
[22] Jarboe, G. 9 new rules for YouTube 
marketing. (January, 2011); http://www.imedia 
connection.com/28378.asp  
[23] Wang, L. Design of a Strategy for Using 
Interactive Social Media in Organizations. 
Unpublished master‟s thesis in media technology, 
Royal Institute of Technology, School of Computer 
Science and Communication, 2010. 
[24] Kotler, P., & Keller, K. L. Marketing 
Management (13th ed.), Upper Saddle River, New 
Jersey: Pearson Education Inc, 2009. 
[25] Kurtz, D. Contemporary Marketing. Mason, 
Ohio: South-Western Cengage Learning, 2010. 
cited by Wikipedia. Target market. (December, 
2010); http://en.wikipedia.org/wiki/Target_ market 
#cite_ref-0   
[26] Elliott, R., & Percy, L. Strategic brand 
management, Oxford: Oxford University Press, 
2007. 
[27] Kotler,P. Marketing Management (11th ed), 
Upper Saddle River, New Jersey: Prentice-Hall, 
2003. 
[28] Evans, L. Social Media Marketing: Strategies 
for engaging in Facebook, Twitter & Other Social 
Media, Indiana: Que Publishing, 2010. 
[29] Brogan, C. Social Media 101 Tactics and Tips 
to Develop Your Business Online, New Jersey: 
John Wiley & Sons Inc. 2010. 
[30] Bailie, R. A practical definition of content. 
(June, 2009); http://intentionaldesign.ca/2009/ 
06/26/a-practical-definition-of-content/ 
[31] Halvorson, K. Content Strategy for the Web, 
California: New Riders, 2009. cited by  
MacIntyre, J. Content Strategy. (January 15, 2011); 
http://knol.google.com/k/content-strategy# 
[32] Sheffield, R. Web Content Strategist - What 







The 11th International Conference on Electronic Business, Bangkok, Thailand, Nov. 29 – Dec. 2, 2011. 
 
[33] Rosenfeld, L., & Morville, P. Information 
Architecture for the World Wide Web (2nd ed.), 
California: O'Reilly Media, 2002. cited by 
Wikipedia. Web content. (March 9, 2011);  
http://en.wikipedia.org/wiki/Web_content 
[34] Halvorson, K., & Pulizzi, J. (Compiler). Web 
Content Strategy How to Plan for, Create and 
Publish Online Content for Maximum ROI, 
(February, 2009); http://www.slideshare.net/junta  
joe/web-content-strategy-how-to-plan-for-and-
publishing-online-content-for-maximum-roi 
[35] Treadaway, C. & Smith, M. Facebook 
Marketing: An Hour a Day, Indianapolis, Indiana: 
Wiley Publishing, Inc, 2010. 
[36] Kelly, N. 4 Ways to Measure Social Media 
and Its Impact on Your Brand. (June, 2010); http:// 
www.socialmediaexaminer.com/4-ways-measure-
social-media-and-its-impact-on-your-brand/ 
[37] Uhrmacher, A. How to Measure Social Media 
ROI for Business. (July, 2008); http://mashable. 
com/2008/07/31/measuring-social-media-roi-for-
business/ 
[38] Yin, R. K. Case study research: design and 
methods (2nd ed.), Thousand Oaks, California: 
Sage Publications, 1994. 
[39] Chein, I. Appendix: An introduction to 
sampling, 1981. In Kidder, L. H. (Eds.), Research 
Methods in Social Relations (4th ed.) New York: 
Holt, Rinehart, & Winston. 
[40] Siamdara .Thai Movies 2010. (December 23, 
2010); http://www.siamdara.com/ColumnDetail.as 
p?cid=10019    
[41] Kbank Newsletter. Kasikorn enhance 
customer‟s experience. (December 17, 2009).  
http://www.kasikornbank.com/TH/AboutUs/Comp
anyNews/Pages/news171209_23708F9C.aspx 
[42] TAT. 2O11 PATA Gold Awards TAT, Thai 
and TEATA Win PATA Gold Awards. (2554); 
http://www.tatnews.org/AWARDS_ WON_BY_ 
THAILAND/5286.asp 
[43] Saunders, M., Lewis, P., & Thornhill, A. 
Research Methods for Business Students (4th ed.), 
Harlow, England: Pearson Education Limited, 
2007. 
[44] Higgins, J. M. “The Eight „S‟s of Successful 
Strategy Execution,” Journal of Change 
Management, 2005, 5(1), 3–13. 
[45] Johnson, G., & Scholes, K. Exploring 
Corporate Strategy (6th ed.), Edinburgh: Prentice 
Hall, 2002. 
[46] Leppäniemi, M., & Karjaluoto, H. “Mobile 
Marketing: From Marketing Strategy to Mobile 
Marketing Campaign Implementation,” 
International Journal of Mobile Marketing, 2008, 
3(1), 50-61. 
[47] Belch, G., & Belch, M. Advertising and 
Promotion: An Integrated Marketing 
Communications Perspective (6th ed.), Boston: 
McGraw-Hill, 2004. 
[48] Sterling, J. “Translating strategy into effective 
implementation: dispelling the myths and 
highlighting what works,” Strategy & Leadership, 
2003, 31(3), 27-34. 
[49] Golusin, M. The Role of Strategic Planning In 
Waste Management. Proceedings Sardinia 2007, 
Eleventh International Waste Management and 
Landfill Symposium. CISA, Environmental 
Sanitary Engineering Centre, Italy, (2007); http:// 
www.resol.com.br/textos/ 045.pdf 
[50] Perner, L. Introduction To Marketing. 2008; 
http://www.consumerpsychologist.com/ 
marketing_introduction.html  
[51] Scribner, S. Introduction to Strategic 
Management. (2000); http://iamstrategy.com/ link/ 
1_114_4.pdf 
[52] Jain, S. C. Marketing planning and strategy 
(5th ed.), Cincinnati, Ohio: South-Western College 
Publishing, 1997. cited by Steyn, B. “Model for 
developing corporate communication strategy,” 
Communicare, 2000, 19(2), 1–33. 
[53] Lewis, B. K. “Social Media and Strategic 
Communication: Attitudes and Perceptions Among 
College Students,” Public Relations Journal, 2010, 
4(3). 
[54] Miniwatts Marketing Group. Internet Users 
by Countries. (March 31, 2011); http://www. 
internetworldstats.com/stat2.htm 
[55] Truehits. Thailand Internet Users in 2010 
Reach 20 Million. (May 23, 2011); http:// 
news.voicetv.co.th/technology/ 10776. html 
[56] Marketingoops. Social network doesn‟t have 
only Facebook. (January 30, 2011); http://www. 
marketingoops.com/digital/social-media/history-
asia/ 
[57] Socialbakers. Bangkok is top 5 city most 
Facebook user. (March 13, 2011); http://thumb 
sup.in.th/2011/03/bangkok-rank-top-5-facebook-
of-the-world/ 
[58] Burson-Marsteller. Social Media # 
Infographics H1 2011. (August, 2011); http:// 
www.slideshare.net/bmasia/bm-asiapacific-social-
media-infographics-bookletaug2011 
[59] Kemdang, D. Social media marketing [Sound 
recording]. Bangkok: GMM Tai Hub Co.,Ltd, 
April, 2011. 
[60] Mareustchot, C Social media marketing 
[Sound recording]. Bangkok: Tourism Authority of 
Thailand, May, 2011. 
[61] Chan, Y. E., & Huff, S. L. “Strategic 
information systems alignment,” Ivey Business 
Quarterly, 1993, 58(1), 51-55. cited by Jorfi, S., 
Nor, K. M., & Najjar, L. “The Relationships 
between IT Flexibility, IT-Business Strategic 
Alignment, and IT Capability,” International 
Journal of Managing Information Technology, 
2011, 3(1), 16-31. 
[62] Feidler, K. D., Gorver, V., & Teng, J. T. C. “an 
empirical study of information technology enabled 
business process redesign and corporate 
competitive strategy,” European Journal of 
Information Systems, 1995, 4(1), 17-30. 
[63] Boar, B. H. Practical steps for aligning 
information technology with business strategies  
- How to gain a competitive advantage (1st ed.), 
New York: John Wiley & Sons, Inc, 1994. cited by 
Jorfi, S., Nor, K. M., & Najjar, L. “The 
Relationships between IT Flexibility, IT-Business 
Strategic Alignment, and IT Capability,” 
International Journal of Managing Information 
Technology, 2011, 3(1), 16-31. 
68
